Information systems success model in mandatory system usage by Monem, Hossein
  
 
INFORMATION SYSTEMS SUCCESS MODEL IN MANDATORY SYSTEM 
USAGE 
 
 
 
 
 
 
 
 
 
 
HOSSEIN MONEM 
 
 
 
 
 
 
 
 
 
 
 
UNIVERSITI TEKNOLOGI MALAYSIA 
INFORMATION SYSTEMS SUCCESS MODEL IN MANDATORY SYSTEMS 
USAGE 
 
 
 
 
 
HOSSEIN MONEM 
 
 
 
 
A thesis submitted in partial fulfilment of the  
requirement for the award of the degree of 
Doctor of Philosophy (Information Systems) 
 
 
 
 
 
Faculty of Computing 
Universiti Teknologi Malaysia 
 
 
 
 
JULY 2013 
 
 
 
iii 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Dedicated to: 
 
 
My wife 
My lovely son 
My parents and parents-in-law 
 
Thank you for your prayers and understanding 
 
 
 
 
 
 
 
 
 
 
 
 
 
iv 
 
 
 
 
 
 
 
ACKNOWLEDGEMENTS 
 
 
 
First of all, Alhamdullillah, in the name of Allah the All Mighty, the Most 
Compassionate, the Most Merciful, Knowledgable and Worthy of all praises. I am 
most thankful to Him for His blessings in the completion this thesis. 
 
 
I would like to thank Dr. Ab Razak Che Hussin my main supervisor; and Dr. 
Nor Zairah Ab.Rahim my co-supervisor;for their commitment, valuable guidance, 
and comments in assisting me to complete this thesis. Without their guidance this 
study would not have been possible. 
 
 
I would also like to thank my best friend, Mr. Habib Shaterzadeh for his 
support. I am also indebted to all the public sectors respondents who have been very 
co-operative throughout my data collection. 
 
 
Finally, I would like to express my deepest gratitude and love to my wife and 
my son, my parent, and especially my parents-in-law. Their patience,understanding, 
and encouragement gave me strength and source of inspiration throughout this battle. 
May Allah bless all of you. Thank you. 
 
Hossein Monem 
     April 2013 
 
 
v 
 
 
 
 
 
ABSTRACT 
 
 
The importance of Information System (IS) solutions for organizational 
competitive advantage has long been recognized but many of the IS implementations 
are unable to meet the acceptable IS success criteria. In addition, there are many 
models and frameworks that have been developed to measure and evaluate the 
success of IS, but none of them considers the role of user, specifically the user 
quality and personal characteristics. In this study, an IS success model for mandatory 
system usage that includes the role of user was proposed. The research design 
adopted a two-phase methodology comprising exploratory and confirmatory phases. 
The first phase consisted of identification and specification parts whereas the second 
phase or the confirmation part tested the proposed model. The proposed model was 
tested in the hospital Laboratory Information Management System (LIMS) which is 
part of the Hospital Information System (HIS). A survey instrument was developed 
and distributed to 249 respondents who are the hospital laboratory staff and users of 
LIMS of three hospitals in Iran. The results of the analysis showed that in the 
mandatory system usage in the laboratories of hospitals, the impact of the usage 
quality on the IS net benefits had an insignificant effect. However, the user quality 
significantly influenced usage quality and satisfaction quality, while their 
relationships were moderated by personal characteristics. The user qualities which 
can be manipulated were knowledge management and information technology 
capabilities, perception, motivation, and training. On the contrary, personal 
characteristics such as gender, age, education and experience cannot be manipulated 
during the research. Finally, these qualities have theoretical contribution as they have 
introduced and detailed the role of user in terms of user quality and personal 
characteristics in  the IS success model for mandatory system usage in the healthcare 
context. 
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ABSTRAK 
Kepentingan penyelesaian Sistem Maklumat (SM) sebagai kelebihan daya 
saing untuk organisasi telah lama diiktiraf tetapi kebanyakan pelaksanaan SM tidak 
dapat memenuhi kriteria kejayaan SM yang boleh diterima. Selain itu terdapat 
banyak model dan kerangka kerja yang telah dibangunkan untuk mengukur dan 
menilai kejayaan SM tetapi tidak ada model atau kerangka kerja yang mengambil 
kira peranan pengguna, khususnya kualiti dan ciri-ciri keperibadian pengguna. 
Dalam kajian ini dicadangkan supaya peranan pengguna diambil kira untuk model 
kejayaan SM bagi penggunaan sistem wajib. Reka bentuk penyelidikan ini mengguna 
pakai kaedah dua fasa yang terdiri daripada fasa penerokaan dan fasa pengesahan. 
Fasa pertama terdiri daripada bahagian-bahagian pengenalan dan spesifikasi 
sementara fasa kedua atau fasa pengesahan adalah fasa pengujian model yang 
dicadangkan. Model yang dicadangkan ini telah diuji di Makmal Sistem Pengurusan 
Maklumat Hospital (MSPMH) yang merupakan sebahagian daripada Sistem 
Maklumat Hospital (SMH). Instrumen kajian telah dibangunkan dan diedarkan 
kepada 249 orang responden yang terdiri daripada kaki tangan makmal hospital dan 
pengguna LIMS di tiga buah hospital di Iran. Hasil analisis kajian menunjukkan 
bahawa impak penggunaan manfaat sebenar SM yang berkualiti mempunyai kesan 
yang signifikan terhadap penggunaan sistem wajib ini di makmal hospital. Walau 
bagaimanapun kualiti pengguna dipengaruhi secara signifikan oleh kualiti 
penggunaan dan kualiti kepuasan manakala hubungan antara kedua-duanya 
disederhanakan oleh ciri-ciri keperibadian pengguna. Ciri-ciri pengguna yang boleh 
dimanipulasi ialah pengurusan pengetahuan, keupayaan teknologi maklumat, 
persepsi, motivasi dan latihan. Sebaliknya, ciri-ciri peribadi seperti jantina, umur, 
pendidikan dan pengalaman tidak boleh dimanipulasi dalam penyelidikan ini. 
Akhirnya, kualiti ini mempunyai sumbangan teori kerana kualiti ini telah 
memperkenalkan dan memperincikan peranan pengguna dari segi kualiti pengguna 
dan ciri-ciri keperibadian pengguna dalam model kejayaan SM untuk penggunaan 
sistem wajib dalam konteks penjagaan kesihatan. 
